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Purpose of Call Center

« Single point of contact to call and receive current and
accurate information regarding a specific event or
threat

o Support/augment local health departments ability to
respond to calls

o Gather information from people that may have been
affected by the event

e Guide messages delivered by the health department
regarding the event

« DO NOT: provide any type of test results, make any
type of medical diagnosis or give medical advice
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Early Call Center Activations

« Component of statewide Pandemic Flu
exercise in October 2006

e Measles 2009 First “real” activation of
VDH Inquiry Center and 877-ASK-VDH3
phone line

e H1IN1- April 2009- May 2010
e VDH staff and contractors
e Call volume 41-750 cals/day







COVID-19

e Moved to Vital Records space from Madison Bldg
o Started with VDH “volunteers” while hiring contractors
e Hiring process ~ 4 weeks
Call volume 2000 calls per day
Estimated lost calls 2000+/day
FEMA funded emergency contract with Deloitte
February 2021 - June 2022
Experienced call center vendor
e Technology, Tools , Resources, Expertise
Ability to surge staffing within 3 days
Averaged 20,000 calls/day
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VCIC Inbound Call olume Summary : 2/8/21 - 12/31/21

LEADERSHIP SUMMARY: uring the year begleaning 2/8/21 and ending 12/31/21, operators on the program handled 961,435 lsbousd cals with an abandonment rate of
4.71% and 678,652 Outbound calls. 142,586 calls were blocked o redrected by the system
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VDH Call Center 2022

« FEMA SS and Deloitte contract ended June 2022

e VDH Call Center Manger hired 11-21 to manage
transition to VDH Center

e 2 supervisors and 16 staff
e Call center technology at VDH
« Bilingual staff and language line
e Limitations
« Ability to surge staff takes 4 weeks
e VDH does not have Call Center SME’s
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VDH Call Center - Call Volume 2022 YTD

(through 10/21/22)

Covid19: 84K calls

Vaccine Record Requests & Data issues are top call drivers
(-~ 30K)
Appointment related calls are next highest ( ~ 11K)

* We have handled over 600 calls on MPX since August

Disposition Name F

Vaccine Record Request

Record Request: Data Issue Resolved
Null

Scheduled/Rescheduled Appointment
COVID: Test Results

COVID: General Questions

Vaccine: Booster/3rd Dose Inquiries
Vaccine Card Question

, COVID: Testing Location
Vaccine: General Questions

Scheduled Appointment

No Disposition Available for Call Type
Other: Other

No appeintrment available

Record Request- CVD Referred to Data

Monkeypox

Non Covid / Non Vaccine Questions

Scheduling Issue |
Transfer to other skill

COVID: Testing Appeintment |
Cancelled Appointment

Pediatric (Under 18) Vaccine Inquiries |
Record Reguest- Non CVD Ref te Data
Referred to walk inclinic

Already Vaccinated

Other: Therapeutics locator |
Pediatric (Under 18) COVID Inquiries
Othar [ Mot listed

Record Reguest- CVD Name Data Issue..
Declined Appointment

Resident Unable to be scheduled

Record Reguest- CVD Address Data Iss..l

Inbound

Handled

TOTAL

83,910
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VDH Call Center - Call Volume 2022 YTD

(through 10/21/22)

Vital Records: 91K calls

In Feb. 2022 we began a pilot program to assist Office of Vital Records w/ their call
volume

In April 2022 the VDH call center became the primary call center for OVR
« We escalate the complex calls to the Main Office in Richmond

We assist constituents with questions about applications and the status for:
« Birth, Death, Marriage and Divorce certificates

* Combined, the VDH Call Center has handled 175K call YTD!!!
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VDH Call Center -moving forward

 VDH managed or contract for vendor?

e Expand use of call center to other offices
and districts?

e Long Term funding as service expands?




